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ABSTRACT
Between March and May 2020, Zambia was under a COVID-19 pandemic lockdown. Amidst
this lockdown, libraries migrated most of their services online. This development resulted in an
increased adoption of social media for delivering library services. However, little is known about
the usefulness of social media for library service delivery at the University of Zambia during the
lockdown. To address this gap, this study investigated how the library deployed social media to
support the core business of its parent institution during the lockdown. Using a questionnaire,
data was collected from 50 respondents. Quantitative data were analyzed using the statistical
package for social sciences while qualitative data were coded and analyzed thematically. Results
show that WhatsApp (100%) was the most popular tool followed by Facebook (98%). This study
makes noteworthy practical contributions and valuable information to inform future planning.
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INTRODUCTION
COVID-19 has disrupted many aspects of life, such as the education system and libraries.
Academic libraries saw forced closures, and patrons were required to remain at home. This has
led to procedural changes in the day-to-day operations of academic libraries. The increasing
restrictions of the movement of people owing to the COVID-19 pandemic lockdown, has
meant that online engagement has become the new way in which the present information
users interact.

The University of Zambia (UNZA) Library has embraced various social media (SM)
platforms such as; Blogs, Facebook, YouTube and Twitter for content creation and
building collaborative relationships with its user community. SM tools enable academic
libraries to change their information delivery methods in a bid to overcome COVID-19 induced
restrictions.Thisstudyfocuses on howUNZA Library deployed social media platforms for service
provisionduring the COVID-19 pandemic lockdown.

BACKGROUND
Established in 1966 and officially opened to the publicin August 1966, UNZA Libraryhas beena
centre of campus life for both students and faculty. The library boasts of a wide variety of
information resources (both print and electronic).

The mission of the University Library is to support and enrich the instructional, research, and
public service mandate of the University through the stewardship of scholarly information and
the delivery of information services. Its vision is to aspire to provide outstanding information
resources and services that advance research and learning, support the University's goal to be

2

among the top public institutions in the country, and serve as an essential information resource
for the country and beyond.

The library provides services to a user community comprising students, staff and external
researchers). It serves as a National legal depository for all works published in, on Zambia and
by Zambians, including Government Publications. It is also a depository for the United Nations
and other related bodies publications. Additionally, the library provides its members with a large
number of services and resources, including an extensive range of digital resources.
In the COVID-19 pandemic lockdown, the Library scaled up its digital engagement with the user
community in order to enrich their user experience and in order to move with the changing trends
in delivery of services.The library hastherefore developed new services and methods to connect
with users to ensure accessibility through social media.

Statement of the problem
When the Government of the Republic of Zambia announced lockdown measures owing to the
COVID-19 outbreak in March 2020, the library had to innovate new service delivery practices to
make itmore visible and effective in the delivery of its mandate. The library as the heart of the
institution had to rise to the occasion by providing library services that are in line with the
changing times. Given the unexpected and unfortunate development, thelibrary had no option but
to adopt social media as a model for service delivery.To the best of the researchers’ knowledge,
the current study is the first, which attempts to investigate the social media presence atUNZA
Library and changes made to library operations and social media use in response to the COVID19 lockdown.Despite the growing amount of literature on the adoption of social media by the
libraries during the COVID-19lockdown globally, little is known about the usefulness of social
media mediated library services at UNZA during the lockdown. To address this gap, the current
study investigated how the library deployed social media apps to support the core business of its
parent institution during the lockdown.
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Objectives of the study
The main objective of this study is to investigate social media mediated services offered by
UNZALibrary during COVID-19 lockdown. The specific objectives are to:

1. Ascertain the different social media used by UNZA Library for delivering library services
during lockdown,
2. Identify the various social media mediated services provided by UNZA Library during
the lockdown,
3. Examine the purpose for using social media during the lockdown,
4. Explore the perception on the usefulness of social media during the COVID-19 pandemic
lockdown and
5. Understand the challenges faced by the University Library in the use of social media
during lockdown.

LITERATURE REVIEW
Since COVID-19 pandemic was declared a global crisis, the adoption and use of social media
tools in Libraries has taken centre stage.A number of studies have been conducted on the
adoption and use of social media to provide Library services in the COVID-19 pandemic period.
Most of the studies have shown that academic Libraries globally are increasingly adopting a
multiplicity of social media apps to design services that allow them to enhance their
communication, interaction and collaboration as acknowledged by (Tripathi & Kumar, 2010).
Ali and Gatiti (2020) in their study ‘The COVID-19 (Coronavirus) pandemic: reflections on the
roles of librarians and information professionals’ suggested that the university librarians should
raise awareness through public health education, provide support to medical staff, researchers
and provide traditional services to their regular patrons. Ashrafirizi and Kazempour (2020), in
their study ‘Information Typology in COVID-19 Crisis; a Commentary’ found that challenges
caused due to COVID-19 can be solved or reduced to some extent by providing the right
information, at the right time and to the right audience.
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Ladan, Haruna and Madu (2020) in their study ‘COVID-19 Pandemic and Social Media News in
Nigeria: The Role of Libraries and Library Associations in Information Dissemination’ found
that the libraries and library associations have a role to play as genuine information source
against all the fake news and conspiracy theories to fight against the COVID-19 pandemic.
Adeleke and Habila (2012) stated that both the library personnel and patrons are aware of the
importance of adopting social media for both personal and professional use.

According to Hamade (2013) the popularity and usage of social media, especially among
students and young populations, has rapidly increased over the past few years. This has
given room for its utilization for various library services, whichare now provided online. No
doubt, that COVID-19 pandemic has affected library services; libraries too have proposed digital
avenues to deliver information to her user and provided them with online support in their search
for information.

A study by Otulugbu (2019) found that Web 2.0 tools such as Facebook are being adopted in
libraries to deliver efficient services. For instance, Priolkar and Kumbhar (2015) studied the use
of social media sites by library professionals and found out that library professionals use
Facebook in disseminating information to users of the library.Similarly, Draper and Turnage
(2008) found that library staff in promoting library services mostly used Blogs.

The adoption of social media tools in Libraries in this COVID-19 pandemic era has enhanced
web-based Current Awareness Services (CAS), whichis designed to help time constrained users
keep abreast of the latest developments, issues, and activities related to selected topics in their
fields. The adoption of social media tools in this Covid 19 pandemic era can facilitate online
services via RSS feeds, Facebook and Twitter and can make the current awareness services to
become relatively convenient for users to be abreast of recent trends in their choice of
information needs.

By adopting social media tools, readers can subscribe to receive Library notices via email,
Library newsletters and can subscribe to online databases. Libraries can broadcast text messages
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to groups of clients for promoting services such as new databases, extended Library opening
hours, or a new series of hands-on workshops (Abdulsalami & Dika, 2019). Otulugbu (2019)
reported that the highest level at which the University of Benin Library delivers services and
provision of factual answers to queries was through Facebook. Collins and Quan-Hasse (2012)
found that social media tools have become an increasingly familiar tool employed by academic
Libraries to market services and resources to current and prospective patrons.

Provision of Library services via social media tools has presented many merits to the delivery of
effective Library services mostly in this present COVID-19 pandemic. However, there have been
a number of issues that have affected their adoption for effective Library services. Most
librarians are not properly aware and competent in the use of social media tools in providing
Library services. Some librarians are not trained and equipped with new media skills to enable
them adopt social media tools in their provision of relevant Library services to their numerous
users in their remote location in this COVID-19 pandemic era.

Collins and Quan-Haase (2012) argue that there is usually network problem, poor connection,
and low bandwidth, which is peculiar to developing countries when using these social media
tools for Library services. Users who are expected to access these Library services via social
media are not skilled with virtual education and it has proved to be very challenging for them to
access and utilize these available Library services online via social media.

Taylor and Francis (2014) reiterated that high level of expertise is required when using social
media, which may require skills for customizing applications that aid in the process of accessing
online catalogs. Despite the level of infiltration of social media in Library services today, some
Library professionals still have that inert fear of technology since most of them are more used to
manual system of providing library services.

Since the COVID-19, pandemic lockdownwas imposed on all sectors, including Libraries, Chu
and Du (2013) state that most university librarians in Asia, North America, and Europe have
positive perceptions on the usefulness of social networking tools. Quadri and Idowu (2016)
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observe that the adoption of social media by Libraries has been noticeable. This has increased the
effectiveness of most Libraries in their provision of Library services to their users who are
isolated and restricted to use the regular physical Library collection. In this regard, Libraries
need to do all that is possible to operate and maximize the benefits of these social media tools for
an enhanced Library service provision to its users.

METHODOLOGY
To gain an insight into the social media use by UNZA Library during the lockdown, a survey
method was used and the population comprised all library staff. A staff establishment list was
used to get the number of respondents and a random sampling technique was used in which
every staff member providing Library services was given equal opportunity of being selected. A
semi-structured questionnaire with both closed and open-ended questions was used to collect
both quantitative and qualitative data from a sample of 50 respondents purposively selected as
they worked in the library. Quantitative data collected was analyzed using the Statistical Package
for the Social Science (SPSS) while the qualitative data was coded into themes and analyzed
using MS-Excel.

Presentation of findings
This section presents the findings in accordance with the four major themes, namely; various
social media mediated services provided by UNZA Library during the lockdown, purpose for
using social media during the lockdown,librarians perception on the usefulness of social media
during the COVID-19 pandemic lockdown and challenges faced by the University library in the
use of social media during lockdown.
Demographics of respondents
Of the 50 respondents, 34 (68%) were female while 16 (34%) were male. Clearly, there were
more women participants than male. This means that there are more female librarians at UNZA
Library compared to their male counterparts.With regard to the age cohort, majority 18 (36%)
were aged between 41and 50, 15 (30%) were aged between 20 and 30, 10 (20%) were aged
between 31 and 40, 7 (14%) were above 51 years.
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Social Media used by UNZA Library during lockdown
With regard to the types of social media used during COVID-19 lockdown, the results in table 1
below show that, 50(100%) of the respondents indicated WhatsApp, 48(96.3%)
indicatedFacebook, and 36 (72%) indicated YouTube. The use of other tools was negligible.

Table 1: Types of social media used during the lockdown
Social Media

Number

Percentage

Frequency of use

50

100

Daily

36

72

Almost on daily basis

0

0

Not used

0

0

Not used

48

96

Almost on daily basis

1

2

Not used

0

0

Not used

0

0

Not used

0

0

Not used

Frequency of using Social Media during lockdown
With regard to the frequency of social media usage, the study shows that the use of WhatsApp
was on daily basis while that of Facebookand YouTube was almost daily.

Social media mediated library services delivered during COVID-19 lockdown
Results on social media mediated library services during COVID-19 lockdown indicate that 18
(36%) of the respondents mentioned virtual reference services, 15 (30%) indicatedonline
electronic information resources and services, 12(24%) indicated promotion of library
services;products and eventswhile five (10%) indicated selective dissemination of information
(SDI).
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Table 2: Social media mediated library services
New services

Frequency

Percentage

Virtual reference services

18

36

Online electronic information resources& services

15

30

Promotion of library services and products & events

12

24

5

10

50

100

Selective dissemination of information (SDI)
Total

Purpose for using social media during the lockdown
Table 3belowshows that 45 (90%) of the respondents indicated that social media wasbeing used
to market the Library online services, events, programs and collection, 37(74%)stated that
social media was beingused to reach and interact with a wide range of patrons including
new audience of potential users. Other uses included answering reference queries (24%) and
to provide reliable, accurate news and updates (16%).

Table 3: Purpose for using social media
Purpose

Number

Percentage

To market the library online services, events & collection

45

90

To reach & interact with a wide range of patrons

37

74

To answer reference queries

12

24

8

16

To provide reliable, accurate news & updates

Perception on the usefulness of social media during the COVID-19 lockdown
The study sought to find out the perception of the respondents regarding the usefulness of social
media mediated library services during the COVID-19 lockdown. Results in figure 1
belowreveal that 25 (50%) of the respondents indicated that social media was very useful while
the other 25 (50%) indicated that social media was useful.
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Table 4: Perception on the usefulness of social media
Variable

Frequency

Percentage

Very useful

25

50

Useful

25

50

Less useful

0

0

Not useful

0

0

Challenges of social media mediated library services during COVID-19 lockdown
Data in table 4 below shows that the biggest obstacle to the adoption and use of social media is
poor funding 44(88%). This was closely followed by lack of digital media literacy skills
41(82%). Resistance from some librarians 3(6%) was the least challenge identified by the
respondents.

Table 5: Challenges of social media usage
Challenge

Number

Percentage

Lack of digital media literacy skills

41

82

Poor ICT infrastructure

30

60

Lack of policy on social media adoption

12

24

3

6

44

88

Resistance from some librarians
Poor funding

DISCUSSION
This discussion was guided by the four specific objectives of the study, namely; Social media
tools used by UNZA Library, various social media mediated library servicesprovided by UNZA
Library during the lockdown, purpose for using social media during the lockdown, librarians
perception of on the usefulness of social media during the COVID-19 lockdown and challenges
faced by the University library in the use of social media during lockdown.
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Social media tools used by UNZA Library for delivering library services during lockdown
The results show that WhatsApp, Facebook and YouTube are the most popular social media apps
usedat UNZAduring COVID-19 lockdown. Although these findings are contrary to those of
Draper and Turnage (2008) who found that library staff in promoting library services mostly
used Blogs, they are somehow collaborates by the results of a study by Priolkar and Kumbhar
(2015) who reported that library professionals mostly use Facebook in disseminating
information.
Social media mediated library services during COVID-19 lockdown
Virtual reference services, online electronic information resources and services, promotion of
library services, products and events and selective dissemination of information (SDI) were the
social media mediated library services offered during COVID-19 lockdown. From these results,
it is observed that the COVID-19 lockdown has exposed and motivated UNZA Library to
provide services via social media. Otulugbu (2019) found that Web 2.0 tools such as Facebook
are being adopted in Libraries to deliver efficient services.

Purpose for using social media during the COVID-19 lockdown
This study has revealed that use of social media platforms for information service delivery
during lockdown was critical. From these results, it is observed that the COVID-19 lockdown
has exposed and motivated UNZA Library to adopt social media tools in order to enhance
service delivery. Otulugbu (2019) found that Web 2.0 tools such as Facebook are being adopted
in libraries to deliver efficient services. There is need therefore to proactively market these
tools.Social media platforms are useful for promoting books and collections to library patrons.
This result corroborates those of Hamade (2013) who found that the popularity and usage of
social media, especially among students and young populations, has rapidly increased over the
past few years.

Equally, Collins and Quan-Hasse (2012) who found that social media tools have become an
increasingly familiar tool employed by academic libraries to market services and resources to
current and prospective patrons further authenticate these results. It should be appreciated that
with the onset of the COVID-19 pandemic, social media has rapidly become a crucial
11

communication tool for information generation, dissemination, and consumption for most
libraries.
Librarians’ perception on the usefulness of social media for service provision during the
COVID-19 lockdown
Regarding the respondents’ perception on the usefulness of social media during the COVID-19
lockdown, the study found out that social media was very useful. However, reluctance amongst
some librarians and limited participation from patrons were the professed hindrances to the usage
of social networking tools.
These findings are in agreement with those of Chu and Du (2013)who suggests that most
university librarians in Asia, North America, and Europe have positive perceptions on the
usefulness of social networking tools. Similarly, Adeleke and Habila (2012) stated that both the
library personnel and patrons were aware of the importance of adopting social media for both
personal and professional use. These findings imply that social media tools have been supportive
of library services and have increased efficiency in the overall delivery of services to patrons
during the COVID-19 lockdown. Moreover, in order to have a successful social media service,
the library needs to implement a social media strategy that takes platform popularity, current
social media trends and patron preferences into consideration when adopting social media.

Challenges faced by UNZA Library in the use of social media during COVID-19 lockdown
The findings revealed that the biggest obstacles to the adoption and use of social media were
poor funding, lack of digital media literacy skills, poor ICT infrastructure devices for accessing
resources, lack of policy on social media adoption and resistance from some librarians to exploit
social media to deliver library services.

These findings collaborate those of Collins and Quan-Haase (2012) who concluded that lack of
bandwidth constrains, lack of training of staff, inadequate ICT facilities in the library, poor
internet access, lack of ICT skills and lack of personal knowledge to mention but a few are some
of the challenges hindering the smooth adoption of social media apps at UNZA. Taylor and
Francis (2014) reiterated that high level of expertise is required when using social media, which
may require skills for customizing applications that aid in the process of accessing online
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catalogs. Despite the level of infiltration of social media in library services at UNZA, some
library professionals still have that inert fear of technology since most of them are more used to
manual system of providing library services. It is therefore important that library stakeholders
find a way of mitigating some of these challenges for the benefit of both the librarians and
library patrons.

From these results, it is deduced that use of social media for services need to be encouraged.
However, what the library needs to do is to draft a social media strategy, which would serve as
an implementation blueprint in the use of social media. Without a social media strategy in place,
the library should take a cautious approach as it tries to find its feet in the social media
landscape.

CONCLUSION
This study investigated social media mediated services offered at UNZA during the COVID-19
lockdown of 2020. The study found that while its physical location was temporarilyclosed, some
services shifted online and were delivered via social media.Challenges such as lack of social
media literacy skills and poor technological infrastructure were critical success factors that need
to be addressed if utmost benefit is to be derived from these platforms in the new normal.

Recommendations
In view of the COVID-19 lockdown and the need for libraries to properly adopt social media
tools for effective library services, the following recommendations are made:
1. There is need for sensitisation campaigns in order to promote optimal utilisation of social
media mediated services,
2. There should be adequate funding to enable the library procure systems
and application that would facilitate the use of social media tools for library
services,
3. There is need to enhance and upgrade social media literacy skills of librarians.
4. Design a social media strategy, which would guide a smooth adoption and use of social
media.
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